
 

January, 2013 

It is our pleasure to present you with the Department of Regulatory Agencies’ (DORA) 2013 Strategic Plan.  

DORA was officially created as a department in 1968, however many of our divisions and programs have been 

protecting Colorado consumers since 1877!   Currently, the department is charged with administering over 50 

regulatory programs governing professions, occupations and businesses comprising nearly 700,000 individual 

licensees and approximately 37,000 businesses and institutions.   

One of our main goals is government transparency, and this presentation highlights the department’s goals and 

agenda for the coming fiscal year. The upcoming year presents DORA with many new opportunities and 

challenges to promote our programs and services to more diverse groups across Colorado, including our rural, 

minority, and small business communities.  Our mission is simple, preservation of the integrity of the marketplace 

and the promotion of a fair and competitive business environment.  As part of our communication strategy, we 

will reiterate the fact that being a good business citizen helps all Colorado businesses succeed and promotes 

economic growth. DORA is committed to fostering an equitable and fair economic environment throughout 

Colorado where professionals and businesses can thrive, and consumers feel confident and protected & are aware 

of their rights.   

As you will see in the attached Strategic Plan, DORA is focused on results, as embodied by the plan’s six 

straightforward and understandable core performance objectives and related measures, which align with the 

department’s missions and vision. 

DORA strives to assure: 

1. Consumers are educated about their rights and understand how the violation of those rights can be 

addressed and resolved. 

2. Businesses and professions are educated about consumer rights and standards and regulations that apply. 

3. Consumer complaints are resolved in a timely and efficient manner. 

4. Businesses and professionals can access the regulatory process in a timely and efficient manner. 

5. DORA employees have the knowledge, skills and abilities to effectively and fairly regulatory Colorado 

professionals and industries. 

6. DORA plays an active part in improving Colorado economic environment. 

Year to date our community outreach efforts have been extremely successful including more than eight million 

visits to the askdora.colorado.gov website, and total media touches of over 3.3 million relaying our “consumer 

protection” message statewide.   

In addition to reviewing this Strategic Plan, you are encouraged to explore our website where you’ll find a wealth 

of information about the great work we do for YOU! The citizens of Colorado deserve the very best consumer 

protection possible and we at DORA take that responsibility very seriously. 

Thank you for your interest. 

The staff at the DORA 
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I am pleased to present the Department of Regulatory Agencies’ (DORA) Strategic Plan for 2013-14.  Following are some of DORA’s goals 

outlined in our strategic plan. 

 

1) Consumer Outreach – In the current economic climate it is more important than ever to actively reach out to consumers and share 

information and educate consumers about their rights, and ways they can help protect their interests.  We do this because smart consumers 

are good for business.  Smart consumers are more confident and show that confidence by actively engaging in the marketplace.   

 
2) Professional Outreach – DORA’s outreach efforts will also concentrate on improving communications with the professionals we regulate.       

It is part of our goals to educate professionals as to their responsibility to consumers and the marketplace, as well as to provide guidance as 

to how they can comply with the practice standards required of their professions.  In each instance that DORA is called upon to regulate a 

new profession, great effort must go into contacting professionals and explaining the steps to comply with their licensure or registration. 

  

3) Complaint Resolution – DORA continues to work on improving its complaint resolution process in every division, and shares best 

practices across divisions in order to achieve greater customer service.  DORA is now using the data from the types of complaints we 

receive to drive our outreach efforts to both professionals and consumers. 

 

4) Timely Access – DORA offers a valuable service 24/7 to all professionals needing to renew licenses with 100% of renewal applications 

available online.  Also, most of DORA’s divisions allow complaints to be filed online.  DORA continues to seek ways to be more accessible 

to consumers and professionals, including modifying our website and encouraging citizens to utilize its services.  DORA has also initiated 

outreach and translated web pages for Spanish speakers. 

 

5) Qualified Professionals – Through an agency-wide training program focusing on managerial, supervisory, and technical job-related training 

sessions as well as mandatory orientation sessions for all new employees, DORA aims to accomplish its goal of its employees having the 
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knowledge, skills, and abilities to effectively and fairly regulate Colorado professionals and industries.  Through DORA’s commitment to 

training, Colorado consumers can be certain they are working with knowledgeable, respectful and qualified employees who are working to 

protect them.  

 

6) Economic Environment – DORA understands its role in the current economic environment as supporting economic development, with the 

ultimate goal of job creation.  By protecting consumers without erecting unnecessary barriers and costs to businesses and professionals, 

DORA positively impacts both business efficiency and consumer confidence, which will, in turn, enhance the level of activity in Colorado’s 

marketplace.  Through fair standards and consistent regulatory oversight, DORA helps to foster a competitive business environment. 

 

 

  

DORA continues to thoughtfully implement regulatory programs for the professions and businesses we regulate with the purposeful determination of 

protecting Colorado consumers.  Through these efforts and our promotion of a fair and competitive business environment in Colorado, DORA will 

preserve the integrity of the marketplace. 

 

Sincerely, 

 

 
Barbara J. Kelley  

Executive Director 
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INTRODUCTION 
 

The mission of the Colorado Department of Regulatory Agencies (DORA) is consumer protection, and 

DORA seeks to preserve marketplace integrity in which consumers and businesses can thrive.  The 

Department carries out regulatory programs that license, establish standards, approve rates, investigate 

complaints, and conduct enforcement across numerous professions, occupations, and institutions.  The 

Department includes 10 separate divisions with over 41 boards, commissions, or advisory committees and 

593.4 professional regulatory staff, including program administrators, professional examiners, inspectors, 

financial analysts, and administrative staff.  DORA’s programs are organized in the general appropriations act 

(‘Long Bill’) as follows:  

 

Executive Director’s Office    Division of Insurance 

Division of Banking     Public Utilities Commission 

Division of Civil Rights    Division of Real Estate  

Office of Consumer Counsel    Division of Professions and Occupations 

Division of Financial Services   Division of Securities 
   

The Department is primarily cash funded by regulated entities through fees and assessments flowing to cash funds set based on 

appropriations made by the General Assembly.  Additionally, two key areas involve the state General Fund:  the Division of Civil 

Rights, which is partially funded by the General Fund, and the Division of Insurance, which is supported by a combination of license 

fees and insurance premium tax revenues that would otherwise be credited to the General Fund. However, effective in FY 2010-11 and 

beyond, General Fund impact in the Division of Insurance has been curtailed via the increase of fees charged to licensees in that 

division. 

The number of people living and working in Colorado and the amount of legal services required by the Department’s various agencies 

are the two largest factors driving DORA’s budget.  Population affects the number of professional and occupational licenses issued, as 

well as the number of complaints filed by consumers against licensed businesses and individuals.  Additionally, DORA is unique in its 

demand for legal services, which under the Oregon Plan are obtained centrally from the Colorado Department of Law under the State 

Attorney General.  DORA accounts for approximately 26 percent of all legal hours appropriated to state agencies, a fact that is driven by 

the nature of regulatory oversight and enforcement. 

Consumer Protection is our Mission 



November 1, 2012 Page 5 Department of Regulatory Agencies 

ORGANIZATIONAL CHART

Executive Director's Office

Director Barbara J. Kelley

29.5 FTE

$23,622,844

Division of Real Estate

Marcia Waters,

Director

46.9 FTE

$4,187,298

Public Utilities

Commission

Doug Dean,

Director

95.0 FTE

$15,851,475

Division of Banking

Fred Joseph,

Commissioner

40.0 FTE

$4,369,807

Division of Civil Rights

Steve Chavez,

Director

27.0 FTE

$1,779,652

Office of

Consumer Counsel

William Levis,

Director

7.0 FTE

$897,250

Division of

Financial Services

Chris Myklebust,

Commissioner

13.0 FTE

$1,386,125

Division of Insurance

Jim Riesburg,

Commissioner

84.9 FTE

$7,336,754

Division of

Professions and

Occupations

Lauren Larson, Director

190.6 FTE

$16,023,008

Division of

Securities

Fred Joseph,

Commissioner

24.0 FTE

$3,104,626

Department of Regulatory Agencies

Organizational Chart
FY 12-13

557.9 FTE

$78,558,839

July 2012

 Accountancy Funeral Homes and Crematories Podiatry

 Acupuncture Landscape Architects Pharmacy

 Addiction Counselors Marriage & Family Therapists Physical Therapy

 Architects, Engineers, Land Surveyors Massage Therapists Professional Counselors

 Athletic Trainers Medical Psychologists

 Audiology & Hearing Aid Providers Nursing & Nurse Aides Respiratory Therapists

 Barbers & Cosmetologists Nursing Home Administrators Social Work

 Boxing Occupational Therapists Speech-Language Pathologists

 Chiropractic Optometric Surgical Technologists

 Dental Outfitters Registered Psychotherapists

 Direct-Entry Midwives Passenger Tramway Safety Veterinary

 Electrical Plumbing Voluntary Private Investigators
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MISSION STATEMENT  
 

DORA is dedicated to preserving the integrity of the marketplace and is committed to promoting a fair and competitive business 

environment in Colorado.  Consumer protection is our mission.   

 

NARRATIVE ON THE DEPARTMENT’S VISION  
 

DORA interacts with consumers, professionals, businesses, government officials and the general public.  DORA’s belief is that 

Colorado’s economy will thrive through a regulatory framework that protects Colorado’s consumers, while fostering fair and rigorous 

standards for professionals and businesses.   

 

Given the growing awareness that consumers and professionals have of DORA, we are proud to say that DORA has become a valuable 

resource in state government where consumers as well as professionals can go to have their issues addressed and questions answered. 

 

The stated mission of DORA is ‘Consumer Protection.’  This includes alerting consumers to wrongdoing in the marketplace and how 

they can avoid harm.  This also means working with professional organizations and the professionals themselves to create an 

understanding of their responsibilities.   

 

Consumer protection is the common thread running through all of our operations at DORA.  Working toward this end demonstrates the 

value Colorado places on a safe and competitive business environment.  Adhering to the consumer protection mission also requires that 

DORA promotes fair standards across the professions. 

 

Under the leadership of DORA Executive Director Barbara Kelley, the priority of DORA is to create a reliable resource for consumers.  

Whether it is a question about utility rates in Colorado, where one can attain the best value in health insurance, or if one has questions 

about their professional license or certification, DORA is the place to call.  The citizens of Colorado deserve the very best consumer 

protection possible and we at DORA take that responsibility very seriously. 

 

 

DORA promotes fair standards across professions 



November 1, 2012 Page 7 Department of Regulatory Agencies 

 

 

 

The use of modern technology allows DORA to give consumers 24/7 access to information on their doctors or plumbers 

as well as those who provide their insurance or real estate transactions.  DORA’s knowledgeable and accessible 

personnel are being trained to answer questions across divisions and implement efficiencies wherever possible. 

 

 

The goals of increasing consumer and professional outreach, timely access to information, and improving complaint 

resolution time are being achieved with renewed vigor and focus.  Through these and other efforts to promote a fair 

and competitive business environment in Colorado, DORA will preserve the integrity of the Colorado economy. 

 

 

This mission must be supported by viable budget initiatives.  Particularly in the context of the challenges presented by 

the state budget, the Department’s budget is focused on the most productive, sustainable utilization of base resources.  

The Department understands the imperative dictated by statewide budget constraints, as well as the practical limitations 

of the economic pressures on consumers and in the marketplace. 

 

 

In terms of making consumers aware of how they can avoid fraud, scams, and wrongdoing in the marketplace – 

and also working with professional organizations and the professionals themselves to create an understanding of 

their rights and responsibilities – the Department has devoted considerable time and effort from existing staff to 

enhance communications activities. 

 

 

 

Additionally, the Department has placed a focus on planning for and implementing training opportunities for 

Department staff, because qualified employees are an essential part of a regulatory structure that truly protects 

consumers.  This has been made possible by effectively planning the use of base resources, and has not required any 

budget increase. 

  

We are Colorado’s premier consumer protection agency 
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CORE OBJECTIVES & PERFORMANCE MEASURES  

 

DEPARTMENT OF REGULATORY AGENCIES 
 

1.  Consumer Outreach.  
One of DORA’s primary objectives, is to ensure consumers are educated about their rights and understand how the violations of 

those rights can be addressed and resolved.  The following table illustrates measurement of this objective. 

  

Performance Measure #1 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

10% increase in number of 
web hits.     

Benchmark +10% +10% +10% +10% 

 
Hits 
 

+12.8% 
200,163,133 

+2.9% 
205,893,801 

Unknown Unknown 

 

Strategy:  Consumers are educated about their rights and the protections the state provides through awareness campaigns, electronic 

publications, enhanced use of technology, public information events and media coverage.   
 

Evaluation of Prior Performance: 

During FY 2011-12, web hits increased by 2.9 percent, to 205.9 million.  Overall page views increased 29.5% over this same period.  

Total visitors and unique IPs were up 16% and 13% respectively, which is much higher than prior years.  Increases in visitors and 

unique visitors suggests increased us of DORA’s available online resources.  This measure was adopted in the FY 2010-11 Strategic 

Plan and has continued relevance into the future because it shows consumers valuing the Department’s educational outreach and 

helpful information as provided through its website.  DORA’s outreach efforts began in February 2009.   

 

Key Workload Indicators:  Relevant workload indicators to this measure are set forth in the following table: 

 
 Actual Actual Actual 

 FY 09-10 FY 10-11 FY 11-12 

Total Web Hits 177,498,380 200,163,133 205,893,801 

Ensuring customers are educated about their rights 
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DEPARTMENT OF REGULATORY AGENCIES 
 

2.  Professional Outreach.  
In addition to consumer outreach, it is an imperative objective to ensure businesses and professionals are educated about consumer 

rights and the standards and regulations that apply.  The following table illustrates measurement of this objective. 

 

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

50% of all active licensed 
professionals are available to 
the Department to reach via 
listservs.     

Benchmark 50% 50% 50% 60% 

Actual 42% 56% Unknown Unknown 

 

Strategy:  Businesses and professionals are educated about their rights and responsibilities through awareness campaigns, electronic 

publications, enhanced use of technology, public information events and media coverage.   

 

Evaluation of Prior Year Performance:  During FY 2011-12, there were 391,908 listserv subscriptions.  This figure is 55.6% of total 

licensees (705,205), and in that respect performance under the measure is improved.  It is important to note that some license types 

do not have associated listservs.  As such, the Department will be re-evaluating whether this measure will continue, or how it can be 

enhanced, in the newly developed Strategic Operational Plan being worked on for FY 13-14 and beyond.  At present the measure 

aligns with Department priorities, because it directly and specifically illustrates the ability to receive timely information from DORA 

and this demonstrates the Department’s effectiveness in consumer protection by communicating with and educating professionals 

and businesses about their responsibilities.  

 

Key Workload Indicators:   
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Percent of Total Licensees 42% 50% 50% 50% 

Number of Listserv Subscriptions 290,122 391,908 333,000 333,000 

Businesses and professionals are educated about their rights and 
responsibilities through awareness campaigns 
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DEPARTMENT OF REGULATORY AGENCIES 
 

3.  Complaint Resolution.  
A key objective for DORA is assuring consumer complaints are resolved in accordance with specifically-tailored Division 

performance targets.  The following table illustrates measurement of this objective. 

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% percent of Divisions 
meeting their custom-tailored 
complaint performance 
measures 

Benchmark N/A 100% 100% 100% 

Actual N/A 71% Unknown Unknown 

 

Strategy:  Identify and share efficiency strategies across divisions in order to process complaints and applications more efficiently.   
 

Evaluation of Prior Year Performance:  The Department continues good performance on this measure, but the measure has been 

changed based on legislative feedback to last year’s measure.  The principal issue with last year’s measure was lack of clarity on 

what it means for the Department since the prior measure (75% within 180 days) did not have applicability to all Divisions, and how 

the performance was actually calculated.  Indeed, meeting performance deadlines on complaint resolutions varies in step with the 

statutory requirements and nature of complaints within each respective Division.  Therefore, the Department believes it more 

appropriate to report the extent to which Divisions met their more specific measures as a Department wide measure, with additional 

detail available at the Division level in this document.  This is now consistent with other Department-wide measures.  Baseline 

performance is included in each individual measure, and the baseline for this aggregated measure must simply be the number of 

Divisions meeting their benchmarks relative to their baselines because it is a Department-level measure.  The Department is 

reporting 71% compliance for applicable because 5 of 7 Divisions with complaint resolution measures met at least one timely 

complaint measure.  Two divisions (Banking and Financial Service) narrowly missed compliance with their measure. This measure 

is being revisited during the current Strategic Operational Planning process.    

 

Key Workload Indicators:  The overall number of complaints for the Department is included below: 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Complaints 14,809 13,674 14,000 14,000 

DORA’s goal is to assure consumer complaints are resolved efficiently 
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DEPARTMENT OF REGULATORY AGENCIES 
 

4.  Timely Access.  
Assuring businesses and professionals can access the regulatory process in a timely and efficient manner is a key objective for the 

department, as highlighted by the following measure.   

 

Performance Measure #4 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of Divisions meet their 
respective timely licensing 
measures.   

Benchmark 100% 100% 100% 100% 

Actual 100% 100% Unknown Unknown 

Strategy:   

Maintain DORA’s website to be more consumer focused and ease access to DORA’s services.  Make regulatory actions easily 

accessible to the public.  Identify and share strategies across divisions to ensure all applications for licensure or registration are 

available online. 

 

Evaluation of Prior Year Performance: 

Baseline performance is included in each individual measure, and the baseline for this aggregated measure must simply be the 

number of Divisions meeting their benchmarks relative to their baselines because it is a Department-level measure.  In this case only 

two divisions have timely licensing measures.  These two Divisions account for over 50% of all professional licensing in the 

Department.  The two divisons (Real Estate and Professions and Occupations) showed compliance with their licensing measures, 

and so performance is reported here as 100% of applicable Divisions.  Without such a measure, no Department-level licensing 

measure would exist.  This measure is expected to have continued relevance because it illustrates a meaningful number to 

professionals and shows how the Department’s performance ties in with consumer protection by efficiently licensing businesses and 

professions.  It is important to acknowledge that timely licensing measures are only in place for these two divisions, and is being 

expanded in the Strategic Operational Planning process to be more applicable throughout the Department. 

 

Key Workload Indicators:  The overall numbers of new and renewal licenses across the Department are included below: 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

New Licenses 129,210 113,036 130,000 115,000 

Renewal Licenses 338,547 448,182 340,000 450,000 

 

Businesses and professionals need to access regulatory process in timely manner  
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DEPARTMENT OF REGULATORY AGENCIES 
 

5.  Qualified Professionals.  
In order to demonstrate success, an objective is to assure DORA’s employees have the knowledge, skills, and abilities to effectively 

and fairly regulate Colorado professionals and industries.   

 

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

% employees who received 
job-specific training.   

Benchmark 85% 85% 90% 90% 

Actual 87% 81% Unknown Unknown 

 
Strategy:  DORA’s implementing a department-wide training program that will address the job specific needs of 

its employees.   
 

Evaluation of Prior Year Performance:  In FY 2011-12, performance under the measure was 81%, just short of 

the benchmark.  The benchmark is at 85% because although all employees are targeted for this training, not all of 

this occurs within a given fiscal year, and 85% represents the best approximation of what can reasonably expected 

to occur in a given fiscal year.  Due to a vacancy in the statewide training manager position for the majority of the 

year, there were no "new" class offerings, and as a result many of the courses offered this year were repeat 

courses from last year.  This reduced the volume of employees who might otherwise participate.  However, 

DORA employees participated in many other training offerrings this year, separate and apart from this formal 

training program, that are not represented in these figures.  Specifically, these included such things as "lunch and 

learns" meetings coordinated by the Department’s Employee Working Groups, and LEAN Training.  Other mechanisms and 

opportunities therefore supplemented the trainings recorded under this performance measure, and the Department therefore believes 

that the spirit of the measure was attained even as performance was just shy of the benchmark.  This measure was adopted in FY 

2009-10 and has continued relevance into the future because it illustrates the Department’s performance can be maximized by 

proper employee training.   

 

Key Workload Indicators:  81% of DORA employees participated in the training program.  67 sessions of 33 different classes were 

offered, and 81% of DORA's workforce (455 of 563 actual employees) participated in at least one session.  

Our staff has the knowledge to fairly regulate state’s professional and industries 
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DEPARTMENT OF REGULATORY AGENCIES 

6.  Economic Environment.  
A key objective is to position DORA to play an active part in improving Colorado’s economic environment.  The following table 

illustrates measurement of this objective. 

Performance Measure #6 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Amount of savings and return on 
investment achieved through regulation, 
settlements and rate reviews.      

Benchmark 100% 100% 100% 100% 

Actual 113.1% 159.7% Unknown Unknown 

 

Strategy:  DORA plays an active role in economic development through regulation/settlement agreements and rate review/approval.   
 

Evaluation of Prior Year Performance:  The FY 2011-12 benchmark was a target of 100%, and the actual performance was 158.6%.  

Comparing DORA’s cost to estimated savings as a performance measure is intended to assess the extent to which DORA is meeting 

its objective to play an active part in improving Colorado’s economic environment.  For FY 2011-12, the savings figure is $176.5 

million, which compares to a baseline appropriation of $68.0 million and translates to a 159.7% return on investment.  To be clear, 

baseline appropriations are intended to capture what it costs the State each fiscal year to operate the Department and its programs.  

Comparing these costs to how much is being saved in that same fiscal year is a very basic metric that shows what the State is 

recovering in dollars for its investment in dollars, and the measure is not intended to be any more complex than that simple 

comparison.  Savings are estimated and fluctuate by year based on the timing and significance of matters before DORA entities.  

The Department’s benchmark conservatively targets that savings exceed costs each year for several reasons.  First, annualized 

savings figures involving rates that remain in place since the date of the original action can recur until further rate action, and 

accumulated savings has a positive influence on estimated annual savings.  Further, savings can only be estimated based on 

requested rates.  

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 12-13 

Total Savings (in millions) $142.7 $176.5 $136.8 $136.8 

Baseline Appropriation* (in millions) $66.9 $68.0 $68.4 $68.4 

Total Return (in millions) $75.7 $108.5 $68.4 $68.4 

Percent Return 113.1% 159.7% 100.0% 100.0% 

  *Baseline appropriations include costs to operate the Department, but do not include pass-through moneys spent in other agencies.  
 

DORA plays an active role in Colorado’s economic development 
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EXECUTIVE DIRECTOR’S OFFICE 
 

1.  Commitment to Mission.  
Objective:  DORA employees understand the mission of DORA and their role in implementing it.   

 

Performance Measure #1 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of new employees 
complete orientation within 30 
days of beginning work.    

Benchmark 100% 100% 100% 100% 

Actual 100% 100% Unknown Unknown 

 
Strategy:  DORA’s Executive Director’s office will work with each of the Divisions and Section heads 

to develop a DORA-wide orientation that helps new employees understand the role of DORA as 

Colorado’s consumer protection agency.  This will include helping staff understand the broad nature 

of the services and protections that DORA provides and the role their Division and their section plays as part of the whole consumer 

protection mission of DORA.   
 

Evaluation of Prior Year Performance: In FY 2011-12, performance under the new measure was 100%.  This measure was adopted 

in FY 2010-11 and has continued relevance into the future because it quantifies the Department’s commitment to educating 

employees on the shared mission, which directly facilitates the performance and effectiveness of Department employees.  

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of personnel appointments 151 129 150 150 

DORA’s employees understand the mission of the department 
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EXECUTIVE DIRECTOR’S OFFICE 
 

2.  Public Access.  
A critical performance objective is making sure DORA’s divisions and systems are easily accessible to the public.   

 

Performance Measure #2 Outcome FY 10-11 Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. FY 13-14 Request 

100% of DORA’s license and registration renewal functions 
are available on the internet.   

Benchmark 100% 100% 100% 100% 

Actual 100% 100% Unknown Unknown 

 
Strategy:  DORA ensures technology stays current with business needs through a variety of mechanisms.  Information technology staff, 

both managerial and technical, regularly meets with Division business program staff to scope, plan and implement technology 

enhancements to business systems.  Other meetings and dialog are continually occurring to ensure new legislation and business funding 

needs (fiscal notes) are addressed appropriately.  DORA uses a project management methodology to ensure that both the business 

managers and technology staff are engaged and aware of technology upgrades supporting DORA’s licensing and other business systems.   
 

Evaluation of Prior Year Performance: This measure was established as a new measure for the FY 2010-11 Strategic Plan.  In FY 2011-

12, performance under the new measure was 100%.  This includes current programs as well as brand new programs that are 

immediately migrated onto online licensing systems.  This measure is expected to have continued relevance because it 

quantifies electronic public accessibility to DORA’s licensing systems, and also ensures that licensing related to 

new programs or functions added to DORA’s regulatory authority will be reported here if they are not 

electronically available. 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of Licensing and 
Registration Systems 

 
2 

 
2 

 
2 

 
2 
 

Note:  This data includes the Department’s two major licensing/registrations systems:  DLS for the Division of Professions and 
Occupations, and RMS for the Division of Real Estate, both of which are electronic. 

 

 

DORA ensures technology stays current with business needs 
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EXECUTIVE DIRECTOR’S OFFICE 
 

3.  Qualified Professionals.  
Objective:  DORA’s employees have the knowledge, skills and abilities and ongoing training to succeed in their jobs.   

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

% of employees who receive 
job specific training   

Benchmark 85% 85%  85%  90% 

Actual 87% 81% Unknown Unknown 

 
Strategy:   

The DORA Human Resources Section will utilize information collected by previous studies and assessments, and input from the 

workforce to identify training needs and interests.  A training and development program will be implemented, and will continue to 

be refined and expanded, to include both formal (classroom, workshops, seminars, etc.), and informal (handbooks, manuals, 

electronic materials, etc.), opportunities for employees to receive job specific and transferrable skills training.   

 

Evaluation of Prior Year Performance:  
 

In FY 2011-12, performance under the measure was 81%, just short of the benchmark.  Due to a vacancy in the statewide training 

manager position for the majority of the year, there were no "new" class offerings, and as a result many of the courses offered this 

year were repeat courses from last year.  This reduced the volume of employees who might otherwise participate.  However, DORA 

employees participated in many other training offerrings this year, separate and apart from this formal training program, that are not 

represented in these figures.  Specifically, these included such things as "lunch and learns" meetings coordinated by the 

Department’s Employee Working Groups, and LEAN Training.  Other mechanisms and opportunities therefore supplemented the 

trainings recorded under this performance measure, and the Department therefore believes that the spirit of the measure was attained 

even as performance was just shy of the benchmark.  This measure was adopted in FY 2009-10 and has continued relevance into the 

future because it illustrates the Department’s performance can be maximized by proper employee training.  

 
Key Workload Indicators:   

 

Did you know? 81% of DORA employees participated in the training program.  67 sessions of 33 different classes were offered, and 

81% of DORA's workforce (455 of 563 actual employees) participated in at least one session.  

Input from the workforce to identify training needs and interests 
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EXECUTIVE DIRECTOR’S OFFICE 
4.  DORA is a Trusted Resource.  

Objective:  The Legislature accepts DORA as a trusted resource for sunset, sunrise, rules review, budgetary and other policy matters.   

 

Performance Measure #4 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

80% of DORA’s 
recommendations are adopted 
by the Legislature.     

Benchmark 80% 80% 80% 80% 

Actual >90% 56.25% Unknown Unknown 

 
Strategy:  Relying upon well-trained and professional staff ensures that each recommendation is sound and well researched with sufficient 

information to support the request or conclusions.  DORA seeks to empower the legislature and its staff with enough information on a given 

analysis to agree with DORA’s analysis, to disagree with DORA’s analysis, or to ask informed questions.  This includes four primary activities:  

stating clear assumptions behind each and every quantified cost or impact; tracing each assumption to specific bill language and omitting any 

assumption that is not driven by bill language; indicating the minimum cost thought to be necessary; and, being willing to update or correct an 

assumption that turns out to be inaccurate, with or without being prompted by questions.  In this way, DORA’s primary interest is not in simply 

convincing outside entities that DORA’s analysis is correct, but rather in ensuring that the analysis itself is correct in the first place.  This affords 

credibility that serves as a basis for being a trusted resource. 
 

Evaluation of Prior Year Performance: This measure was established as a new measure for the FY 2010-11 Strategic Plan.  In FY 2011-12, 

performance calculated under the measure was affected by the fact that the General Assembly did not pass legislation affecting two professions 

(Audiologists and Hearing Aid Providers) which included a number of individual recommendations.  Including these, information provided from 

sunset recommendations must be estimated to have led to a 56.25% adoption rate.  However, without considering this failed legislation, sunset 

recommendations are estimated to have been followed over 70% of the time, and fiscal note analysis was accepted with minimal substantive 

disagreement.  The Department believes this signifies that information being provided is honest, accurate, and viewed as such by the General 

Assembly.  This measure has continued relevance into the future because it emphasizes the importance of trust in the Department as a resource.  

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
 Actual Actual Estimate Estimate 

Number of: FY 10-11 FY 11-12 FY 12-13 FY 13-14 

  Sunrise Reviews 2 1 0 3 

  Sunset Reviews 11 9 24 12 

  Fiscal Note Assessments 184 184 200 200 

Input from the workforce to identify training needs and interests 
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EXECUTIVE DIRECTOR’S OFFICE 
 

5.  Fair Standards.  
Objective:  DORA’s procurement and contracting processes are perceived as fair and understandable.   

 

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

85% of evaluators rate the 
procurement process as 
having been understandable 

and fair.     

Benchmark 85% 85% 85% 85% 

Actual 100% 100% Unknown Unknown 

 
Strategy:   

The DORA Procurement Office will survey all department staff who requested solicitations during 

the planning period as well as all evaluation team members.  This survey will ask for feedback on 

the process, such as how easy the process was to understand; whether the procurement office 

provide adequate guidance and information during the process; whether the customer felt that the 

solicitation process was fair.   
 

Evaluation of Prior Year Performance: In FY 2011-12, performance under the measure was 

100%.  In other words, 100% of evaluators rated the process as having been understandable and 

fair.  This measure has continued relevance into the future because it illustrates the fairness and 

clarity of the Division’s processes and performances.    
 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
 

 Actual Actual Estimate Estimate 

Number of: FY 10-11 FY 11-12 FY 12-13 FY 13-14 

  Contracts 64 75  70  70 

  Purchase Orders 569 565 570 570 

100% of evaluators rated procurement process as being understandable and fair 
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EXECUTIVE DIRECTOR’S OFFICE 
 

6.  Consumer outreach.  
Objective:  Consumers are educated about their rights and understand how the violation of those rights can be addressed and 

resolved.   

 

Performance Measure #6 Outcome FY 10-11 Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

% increase in web hits to 
DORA’s website.     

Benchmark +10% +10% +10% +10% 
 

Actual +12.8% 
200,163,133 

 

+2.9% 
205,893,801 

Unknown Unknown 

 
Strategy:   

In all meetings, outreach events, correspondence with consumers and consumer groups, and in media contacts, the 

EDO will include the DORA brand and emphasize the mission and any applicable mandates.  The “call to action” for 

consumers will be to visit the DORA website for helpful tips, complaint processes and to verify licenses or 

disciplinary action. 

 

Evaluation of Prior Year Performance: 

DORA continues to educate consumers and regulated professionals on consumers’ rights and professionals’ 

responsibilities.  This ongoing effort appears to have resulted in moderating growth of web hits to DORA’s website 

(increased by 2.9%) while at the same time the number of visitors and unique visitors have increased.  If this 

measure is continued in the Department’s new strategic operational planning efforts next year, the Department 

intends to develop a more accurate metric to gauge educational efforts as the number of web hits may be approaching 

its effective ceiling. 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual Actual Actual 

 FY 09-10 FY 10-11 FY 11-12 

Total Web Hits 177,498,380 200,163,133 205,893,801 

The “call to action” for consumers will be to visit DORA’s website 
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DIVISION OF BANKING 
 
1.  Professional Outreach.    

Objective:  Bankers are aware of statutory and regulatory requirements. 

 

Performance Measure #1 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Division annually conveys key 
regulatory issues and 
guidelines to 80% of state 
chartered banks. 

Benchmark 80% 80% 80% 80% 

Actual 80% 75% Unknown Unknown 

 
Strategy:  The Commissioner will attend and participate in the regulatory update seminars hosted by the FRB, director training 

sessions sponsored by the FDIC, and banker roundtables arranged by the bank trade groups.   All examination exit conferences will 

be attended by a Division manager.    Alerts, interpretive opinions, and operating agreements will be posted on the Division’s 

website, and an industry list serve will be utilized to electronically communicate key issues. 

 

Evaluation of Prior Year Performance: Division staff attended and participated in regulatory update seminars hosted by the FRB, 

training sessions by the FDIC, roundtable discussion by industry trade groups and bank visitations.  Division staff also attended 

examination exit conferences, and bank board meeting to discuss examination findings. Commissioner Joseph attended the annual 

FDIC conference and FRB conference in fall 2011.  While the Division conservatively estimates that it reached at least 75% based 

on the volume of meetings, seminars, and group discussions, it is worth noting that this measure does not lend itself to absolute 

tracking.  Based on that and also on audit feedback received, this measure is likely to be revisted if included in the new Strategic 

Operational Planning process now underway.   

 

Key Workload Indicators:  

 

The content of this measure does not lend itself to absolute tracking.  However, the 

Division substantiates the performance of this measure based on exit meetings, board 

meetings, and participation in the annual regulatory update meeting.  

Outreach to the banking community is critical 
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DIVISION OF BANKING 
 

2.  Complaint Resolution.   
Objective:  Consumer complaints are resolved in a timely and efficient manner.   

 

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of Consumer complaints 
are resolved within 30 days.   

Benchmark 100% within 
20 days 

100% within 
30 days 

100% within 
30 days 

100% within 
30 days 

Actual 66% 86% Unknown Unknown 

 
Strategy:  The importance of quick complaint resolutions will continue to be emphasized with Division staff.   The time allowed for 

the bank to respond to the Division’s notice and details of the complaint will be shortened from 10 to 7 days.   The Division will 

utilize interagency agreements with federal banking regulators to monitor trends and refer consumers to the appropriate agency as 

necessary.   

 

Evaluation of Prior Year Performance:  During FY 11/12, the Division closed 44 consumer complaints with an average processing 

time of 23 days.  The days to closed ranged from 1 days to 71 days.  It should be noted that the complaint processing goal for 

national banks regulated by the Office of the Comptroller of the Currency is 60 days.  

 

Complaints settled in favor of the consumer amounted to $165,217.  In addition to the formal complaints, the Division’s consumer 

complaints specialist fielded numerous general inquiry calls and concerns that did not rise to the level of a formal complaint, and/or 

were referred on to the appropriate regulatory agency for resolution. 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 11-12 FY 12-13 

Number of consumer complaints 
Average Processing Time 

65 
19 days 

44 
23 days 

60 
30 days 

60 
30 days 

Quick complaint resolution will be emphasized by division staff 
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DIVISION OF BANKING 
 

3.  Access to capital. Objective:  Colorado’s low-income and under-banked consumers have better access to diverse products to 

meet their needs.   

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

An increase of 10% in the 
number of state-chartered 
banks that offer products 
targeted to the needs of 
under-served consumers.   

Benchmark +10% +10% +10% +10% 

Actual See 
Comment 

See 
Comment 

Unknown Unknown 

 
Strategy:  Colorado’s low income and under-banked consumers will have better 

access to diverse products to meet their need.  Communications with banking 

associations and other industry groups can continually serve to advance this interest 

depending on economic conditions. 

 

Evaluation of Prior Year Performance:  The Division performed its triennial survey 

in 2011.  The survey did not include questions regarding under-served banking 

consumers.  The survey highlighted the regulator and banker 

environment/relationship during the trying recent economic period and provided 

bankers the opportunity to recommend suggestions.  Recent years have been a time of 

great transition in financial services and more specifically the banking community, 

both in Colorado and nationally.  In the current environment, banks are still struggling to fund loans to good borrowers, minimize 

loan losses and preserve capital.  While the strategy outlined above was designed to provide better information as to the needs of the 

under-served in Colorado and how to achieve this measure, it is believed that more time is necessary to return to normal economic 

conditions before this can be effectively measured.  Further, based on the absence of actual data and audit feedback received last 

year on the extent to which this measure appears to have meaning, it is likely that having a measure like this will be revisited in 

developing the Strategic Operational Plan for FY 13-14 and beyond. 

 

Key Workload Indicators:  In light of the comments above, no relevant workload indicators yet exist for this measure.   

  

Targeting low-income and under-banked consumers 
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DIVISION OF BANKING 

4.  Responsive government.  Objective:  Executive and legislative branches of Colorado government are able to influence banking policy. 
 

Performance Measure #4 Outcome FY 10-11 Actual FY 11-12 Actual FY 12-13 Approp. FY 13-14 Request 

78% of Colorado banks are 
state-chartered & 75% of new 
charters are state-chartered. 

Benchmark >78% of Colorado Banks  
>95% of new charters 

>78% of Colorado Banks  
>95% of new charters 

>78% of Colorado Banks 
& >75% of new charters 

>78% of Colorado Banks 
>75%of new charters 

Actual No new charters; 77% of 
commercial banks are 
state chartered 

No new state chartered banks; 79% 
76 out of 96 banks are state 
chartered 

Unknown Unknown 

Strategy:  The measure will be achieved through the provision of fair and prompt regulatory oversight, streamlined application processing, and 

maintaining assessments at rates significantly below the levels applicable to national banks.  Division managers will be evaluated based on 

prompt responses to bank inquiries, requests for interpretive opinions, and providing high quality supervisory oversight to regulated institutions.   

Delegated applications will be processed in under 10 business days.    The Division’s application manager will work closely with new bank 

charter organizing groups to streamline the process and coordinate efforts with the FDIC officials reviewing the deposit insurance application.    

The Commissioner will meet with national bank management teams and volunteer to attend board of director meetings of all national banks that 

express interest in the state charter.  Expenditures will be tightly controlled in order to preserve at least a 50 percent cost advantage for state 

assessments compared to national bank rates.   

 

Evaluation of Prior Year Performance: During FY 2011-12 performance was good.  Financial institutions coming into being in the state can 

choose to be federally-charterted or state-chartered.  The extent to which they choose to be state-chartered enables Coloradoans and their elected 

officials to exercise more direct oversight over the instutions and as a result can maximize their ability to implement public policies that are best 

to safeguard Colorado citizens and depositors.  This measure was adopted in FY 2009-10 and has continued relevance into the future because a 

desire to be state-chartered illustrates the ability of state government to influence banking policy. 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

DIVISION OF BANKING  Actual Actual Estimate Estimate 
(* FirstBank combined from 25 banks to 1)  FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Regulated Institutions (as of 6/30)      

   Commercial and Industrial Banks  79 76 76 76 
   Trust Companies   8 8 8 8 
   Money Order/Transmitter Licensees   51 53 60 64 
   Foreign Capital Depositories  0 0 0 0 

Total Assets and other funds under supervision (000s omitted)   

  Target  $137,200,000 $143,000,000 $150,675,000  
Actual  29% decrease 4.3% increase 5% increase  

Fair and prompt regulatory oversight, streamlined application processing 
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Division of Banking 
5.  Economic Environment.   

Objective:  Public confidence is promoted, depositor funds are protected, and access to credit is facilitated by the safe and sound 

conduct of the business of state banks. 

 

Performance 
Measure #5 Outcome 

FY 10-11 
Actual 

FY 11-12  
Actual FY 12-13 Approp. 

FY 13-14 
Request 

New Measure:  Complete 
100% of Mandated Bank 
Exams 

Benchma
rk 

100% 100% 100% 100% 

 Actual 98% 100% Unknown Unknown 

 

Strategy:  The Division will continue to strengthen its cooperative working relationship with the 

federal banking agencies to ensure thorough, full-scope examinations are conducted in a timely 

manner.  The scope of examinations will be risk-focused based on off-site monitoring and surveillance 

reports, with particular attention focused on poorly performing banks with identified weaknesses.  

Enforcement actions ranging from board resolutions to cease and desist orders will be implemented 

promptly as warranted.     

 
Evaluation of Prior Year Performance: The Division completed all mandated examinations, and notes 

that the Division also conducted two non-mandated examinations (one on a commercial bank and one 

on a public deposit protection act institution). 

 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual Actual 

 FY 10-11 FY 11-12 

Percentage of Required Examinations Completed 88% 100% 

Additional Discretionary Examinations Performed  2 

 
  

Strenghten its cooperative working relationship with federal banking agencies 
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CIVIL RIGHTS DIVISION 
 

1.  Consumer complaint intake.  
Objective:  Consumers’ complaints are received and processed in an efficient and timely manner preserving consumer rights. 

 

Performance Measure #1 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

80% of fully completed intake 
packets received will result in 
the drafting of a formal 
complaint or dismissal within 
20 days.   

Benchmark 80% 80% 80% 80% 

Actual 74% 90% Unknown Unknown 

 
Strategy:  In addition to expeditiously processing intake packets, the Division reorganized the intake unit to more closely align it 

with the work the investigatory units complete. Cross training of intake staff has been initiated to more efficiently meet stakeholder 

needs. 

 

 

 

 

 

 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual  Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of Cases Closed 714 785 775 775 

 

  

Expeditiously processing intake packets 

 

Evaluation of Prior Year Performance: For the first time, the Division has been able to meet or exceed this 

measure.   The efficiency of the process has been improved and the Division will continue to improve the 

quality of charges, as well.  The Division will also develop a plan to ensure this goal is achieved at a time 

when caseloads are on the increase. 
 



November 1, 2012 Page 26 Department of Regulatory Agencies 

CIVIL RIGHTS DIVISION 
 

2. Consumer complaint intake.  
Objective:  Consumers’ complaints are received and processed in an efficient and timely manner preserving consumer rights. 

 

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

95% of charges filed are 
served on the Respondent 
within 10 days of filing of 
compliant   

Benchmark 100% 95% 95% 95% 

Actual 90% 97% Unknown Unknown 

 
Strategy:   
Similar to the previous measure, in addition to expeditiously processing intake packets the Division reorganized the intake unit to more closely 

align it with the work the investigatory units complete. Cross training of intake staff has been initiated to more efficiently meet stakeholder 

needs. 
 

Evaluation of Prior Year Performance:  As the Division has been able to complete investigations more quickly, individual caseloads have 

decreased, allowing staff to more effectively address the influx of new cases filed. Customer service in our Alternative Dispute Resolution 

program is measured by our timeliness in providing the service which lowers costs and provides early resolution in an investigation.  In both 

measures we exceeded our objective. This measure was adopted in FY 2010-11 and has continued relevance into the future because the 

Division’s performance under this measure helps show the preservation of consumer rights and efficiency of response.   

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of new cases opened 724 687 782 782 

  

Expeditiously processing intake packets 
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CIVIL RIGHTS DIVISION 
 

3.  Enforcement of consumer civil rights.  
Objective:  Investigations and mediations are resolved in a timely manner.   

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12  

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Complete 80% of 
investigations within 270 days 
of charge filing.  Complete 
80% of mediations within 30 
days.   

Benchmark 80% 80% 80% 80% 

Actual 81% Investigations 
85% Mediations 

92% Investigations 
87% Mediations 

Unknown Unknown 

 
Strategy:  CCRD continues to evaluate the enforcement unit’s work processes to revise techniques in Civil Rights investigations that 

ensure timely investigations.  CCRD also realizes and has implemented the guideline for timeliness in their Alternative Dispute 

Resolution unit, which moves matters to resolution more quickly, when possible.   

 

Evaluation of Prior Year Performance: 

 

This measure continues from FY 2010-11.  Based on trends, community issues, legal decisions, and other factors, our key messages 

have changed over the years.  However, the Division ensures that our outreach and education also track those changes to address 

issues that arise.  The Division continues to develop a streamlined process that will allow us to adapt educational sessions, outreach 

events, and website updates to convey current key messages.   

 
Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of cases closed 714 785 775 775 

Number of mediations/conciliations 109 129 200 200 

 

Expeditiously processing intake packets 
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CIVIL RIGHTS DIVISION 

4.  Consumer education.  
Objective:  Public awareness of state and federal civil rights laws is increased with a key emphasis on retaliation, sexual harassment, 

and sexual orientation. 

Performance Measure #4 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of outreach efforts 
convey at least one of the 
Division’s identified key 
messages.   

Benchmark 100% 100% 100% 100% 

Actual 100% 100% Unknown Unknown 

Strategy:  Each year, CCRD increases the number of outreach/education events conducted and 

utilizes numerous staff members to broaden the message.  The Division ensures that all training and 

outreach conducted by the staff of CCRD raises public awareness of civil rights laws and its key 

messages, where applicable, including in Division brochures, presentations, and the website.  

Although focus on the new basis of sexual orientation has fallen off somewhat, the Division 

understands that not all of the regulated community is current on the new law's applicability.  

Therefore, CCRD continues to emphasize that message in its outreach.  For any program that relies 

in part on complaints in order to discern whether laws have been violated, outreach is an important 

function and must be measured in some way, and key messages in this respect must include what anti-discrimination laws specific to 

Colorado are.  Measuring outreach efforts can be done by both counting meetings and attendees, as well as ensuring that the content 

of such meetings includes education about Colorado civil rights protections. 
 

Evaluation of Prior Year Performance:  Although the CCRD continues to partner with organizations with similar missions to share 

resources, we are continually requested to provide education and outreach where no partner is involved.  In an effort bring 

awareness to residents of the state regarding the anti-discrimination laws specific to Colorado, we provide those services regardless 

of partnership involvement.  The challenge has been to develop new partnerships as the need is brought to our attention. 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of Training/education 
sessions and presentations 
conducted by staff 

108 106 100 100 

Number of Persons Trained* 3,625 3,704 3,000 3,000 

*The Division sponsors civil rights conferences, forums, training, and fairs to provide education/information  

Increase awareness of state and federal civil rights laws 
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CIVIL RIGHTS DIVISION 

 

5.  Outreach, intake and conflict diffusion.  
Objective:  Community and business groups, and government agencies partner with the Division on outreach to diffuse community 

conflicts, conduct targeted intakes and promote targeted messages.   

 

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

30% of the Division’s activities 
where a partner was involved.   

Benchmark 30% 30% 30% 30% 

Actual 53%    41% Unknown Unknown 

 
Strategy:   

CCRD continues to partner with community, academic, and government organizations to address a broader range of issues and 

potential complainants.  This year, CCRD conducted education and outreach in numerous cities around the state, the majority of 

which the Division partnered with other organizations to maximize resources and reach.  Activities includes outreach activities such 

as public meetings and seminars.  Having a partner involved means conducting activities in joint fashion so as to maximize both 

participation as well as education. 

 

Evaluation of Prior Year Performance: 

Performance during FY 11-12 was good.  Although the CCRD continues to partner with organizations with similar missions to share 

resources, we are continually requested to provide education and outreach where no partner is involved.  In an effort bring 

awareness to residents of the state regarding the anti-discrimination laws specific to Colorado, we provide those services regardless 

of partnership involvement.  The challenge has been to develop new partnerships as the need is brought to our attention.  This 

measure was adopted in FY 2010-11 and has continued relevance into the future because it shows the Division’s outreach efforts 

and the affect on community conflicts. 

 

Key Workload Indicators:   
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of Training/education sessions 
and presentations conducted by staff 

108 109 100 100 

 

Civil Rights Division continues to partner with broadbased organziations 
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OFFICE OF CONSUMER COUNSEL 

1. Consumer Savings.    
Objective:  Consumers save money through OCC’s advocacy to reduced utility rates, obtain refunds, and decrease utilities’ rate 

increase requests.   

Performance Measure #1 Outcome FY 10-11 Actual FY 11-12 Actual FY 12-13 Approp. FY 13-14 Request 

Maintain a positive “Return on 
Investment” representing consumer 
savings of $30 for every $1 spent, 
based on a 4-year rolling average.   

Benchmark $30 savings for 
each $1 spent 

$30 savings for 
each $1 spent 

$30 savings for 
each $1 spent  

$30 savings for 
each $1 spent 

Actual $17 $31 savings for 
each $1 spent.   

Unknown Unknown 

 
 

Strategy:  Following the final disposition of any filing or application in which the OCC participated on 

behalf of consumers, the designated OCC analyst will complete, within 30 days, an internal report of 

any savings and/or benefits achieved.  The reports’ results will then be accumulated on an annual fiscal 

year basis at which time an updated rolling 4-year average will be computed and reported to EDC. 

 

Evaluation of Prior Year Performance:  The OCC continues to operate efficiently and effectively.  The 

OCC achieved significant savings for FY 12 to consumers by participating in Public Service and Black 

Hills Phase I Electric rate cases.  In addition, the OCC revisited a few of its past major cases and through analysis and further calculations 

claimed further savings from previous cases such as Qwest's relocation and basic local rates dockets.  The Office has been successful in devoting 

resources and efforts in significant and substantial cases and proceedings that benefit Colorado consumers through non-monetary means and also 

through educational efforts. The savings figure of $29 per each $1 spent represents the timing of matters before the PUC in this particular fiscal 

year; however, the four-year rolling average of savings exceeds the benchmark at $31 per each $1 spent.  This measure was adopted in FY 2010-

11 and has continued relevance into the future because it shows how the Division’s performance brings savings to the consumer.    

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
Office of Consumer Counsel Actual Actual 

Savings to Consumer FY 10-11 FY 11-12 

Solely Responsible (in millions) $19.57 $3.23 
Primarily Responsible (in millions) $0 $0 
Jointly Responsible (in millions)   
  Actual $6.07 $39.45 

Note:  The OCC does not estimate target numbers, as it cannot anticipate annual savings as a 

result of unknown interventions that may be required as a result of various utility actions. 

Consumers save money through OCC’s advocacy 
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OFFICE OF CONSUMER COUNSEL 
 

2.  Fair Rates.   Objective:  Consumers receive high quality and reliable services at fair and reasonable rates.     

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Review utilities’ rate filings 
within 10 days to determine 
whether to participate in 
dockets affecting consumers’ 
rates and/or quality of 
service. 

Benchmark 10 days 10 days 10 days  10 days 

Actual 10 days 10 days Unknown Unknown 

 
Strategy:  On a daily basis, the OCC assigns to an analyst all pertinent rate-impacting filings received.  The OCC holds weekly 

meetings to discuss each filing.  The analyst recommends the disposition of said filing and the appropriate actions will be taken.  An 

Access 2000 database is maintained that will validate when all filings were received in the entire year, when they were reviewed, 

what the disposition was and other pertinent information.  Rate approvals governing what utilities may charge consumers are 

approved by the PUC via administrative law proceedings that function similar to courts.  “Dockets” represent specific matters filed 

before PUC for hearings and decision making. 

 

Evaluation of Prior Year Performance:  The OCC diligently tracks and communicates with utilities regarding expected filings 

before the PUC and review the filings for impacts to customers.  Analysts will present any concerns and discuss the Office's position 

for each case during the Office's weekly meeting.  With each position, the OCC continues to advocate high quality, reliable service 

and fair rates to consumers.  The OCC continues to use all means of communication (Sharepoint and Access database) efficiently 

and effectively. The benchmark has been successfully met for FY 2011-12.  

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

Office of Consumer Counsel Actual Actual 

 FY 10-11 FY 11-12 
Utility Filings Reviewed 766 685 

Case Interventions/Active Cases 30 40 

Filings Resolved/No intervention 120 137 

Lack of Services/No intervention  1 0 

Note:  The OCC does not estimate target numbers, as it cannot anticipate the filings or 

cases that may be brought before the PUC in any given year. 

OCC advocates for high quality, reliable service and fairs rates for consumers 
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OFFICE OF CONSUMER COUNSEL 
 

3.  Education/Outreach.  
Objective:  Consumers are knowledgeable about the OCC’s mission, scope and its consumer protection efforts.     

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of outreach efforts 
convey the OCC’s key 
messages of mission, 
statutory mandate, and 
consumer protection.   

Benchmark 100% 100% 100%  100% 

Actual 100% 100% Unknown Unknown 

 
Strategy:  In all meetings, OCC-sponsored outreach events, correspondence with 

consumers and consumer groups, and in media contacts, the OCC will include the DORA 

mission and any applicable mandates. 

 

Evaluation of Prior Year Performance:  The OCC has increased its outreach efforts in 

FY12 attending more industry related events and conferences convenying the OCC's and 

DORA's mission and representing the OCC's advocacy.  In addition to keeping its 

publications up to date and available to consumers, the OCC is part of the web migration 

that will effectively conform all state agencies' web pages making the OCC's webpage 

more user-friendly and accessible. 

 

This measure was adopted in FY 2010-11 and has continued relevance into the future because it shows the Division’s performance 

in educating consumers about its mission and scope.  

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
Office of Consumer Counsel Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY  12-13 FY  13-14 

Outreach Program     
Presentations, develop a speakers bureau 10 10 8 8 

Consumers are becoming more knowledgeable about OCC’s mission 
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DIVISION OF FINANCIAL SERVICES 
 

1.  Complaint Resolution.  
Objective:  Consumers and businesses have quick and easy access to the Division’s resources for information and to file complaints.     
 

Performance Measure #1 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of consumer complaints 
will be resolved within 45 
days.   

Benchmark 100% 100% 100%  100% 

Actual 98% 95% Unknown Unknown 

 
Strategy:   

The Division will respond to initial complaints within 24 hours.  

Incoming complaints and response times will be recorded to ensure 

measurable outcomes.   

 

Evaluation of Prior Year Performance:   

 

The Division responded to initial complaints within 24 hours of 

receipt.  95% of the consumer complaints received were resolved 

within the 45 day Division policy.  This measure is expected to have 

continued relevance because it illustrates how the Division’s 

performance translates to consumer protection through complaint 

resolution.  

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
 
 

 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of complaints resolved 67 63 75 75 

 
 

Consumers and businesses have quick and easy access to our resources 
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DIVISION OF FINANCIAL SERVICES 

2.  Outreach.  
Objective:  Consumers and businesses are educated about the risks that exist in the marketplace and the regulatory framework that 

protects them.     

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

90% of communication the Division has with the 
public will address consumer protection, and the 
Division’s identified key messages: having faith 
in financial institutions, information on 
contractual relationships, and educational 
resources.   

Benchmark 90% 90% 90%  90% 

Actual >90% >90% Unknown Unknown 

Strategy:  Division communication with the public includes all manner of public contact initiated by the Division.  The 

Commissioner writes quarterly web-based newsletters that educate the public, and periodically speaks to groups about the Division’s 

statutory mission and function.  Further, examiner knowledge of the consumer protection mission is measured in an annual 

employee survey, so that any examiner contacts with the public are expected to have communication benefit as well.   
 

Evaluation of Prior Year Performance:  100% of the Division’s outreach to the public addresses consumer protection.  Highlights 

include the Commissioner's participation in DORA's "We are DORA" public outreach initiatives where the Department used 

traditional radio, print, and television advertising to point consumers to DORA as a resource.  The Commissioner's message was to 

educate consumers concerning changes to health care provisions.  Consumers were educated via the Internet concerning conterfeit 

checks.  College students were among other groupd of consemers educated concerning consumer rights and responsibilities.  The 

Division has acted as the embodiment of its goal by providing education in the form of budgeting, compliance, and asset/liability 

management to credit unions.  It has educated college students so that they can have faith in the financial system as they are learning 

to engage the world as adults for the first time.  The message has been conveyed through various media such as in written 

communications, TV, radio, and via the World Wide Web.  It has also been communicated throughout the examination and 

supervision activities to the leadership of regulated institutions.  This measure was adopted in FY 2010-11 and has continued 

relevance into the future because it shows how the Division’s performance reinforces faith in financial institutions and educational 

resources.   

 

Key Workload Indicators:  Given the qualitative nature of this measure, no workload indicator is thought to relate to this measure 

specifically. 

Consumers and businesses are educated about risks that exist in marketplace 
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DIVISION OF FINANCIAL SERVICES 
 

3.  Government Efficiency.  
Objective:  State-chartered institutions realize greater efficiencies than federally-chartered institutions.     
 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

The average cost of regulation 
for state-chartered credit 
unions is at least 10% less 
than those of federally-
chartered credit unions 

Benchmark >10% >10% >10%  >10% 

Actual >10% >10% Unknown Unknown 

 

Strategy:   

The annual fee assessment will ensure that the same discount applies across all state-charters. 

 

Evaluation of Prior Year Performance: 

 

The Division maintained an assessment that was less than the federal assessment by about 34%; therefore, the 

goal was exceeded for the fiscal year.  State charters continue to to achieve an advantage over the federal 

counterparts because organic asset growth in the industry lowers the effective rate charged by the Division.  The 

cost of regulation is rising faster at the federal level than the state level.  The disparity between the two continues 

to grow, and is demonstrated in the assessments. This measure was adopted in FY 2010-11 and has continued 

relevance into the future because it shows how the Division’s performance creates increased government 

efficiencies. 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
 

 Actual Actual Estimate Estimate 

Cost of regulation  
(cents per $1,000) 

FY 10-11 FY 11-12 FY 12-13 FY 13-14 

 State Chartered 15.78 10.60 15.5 15.5 

 Federally Chartered 21.13 20.34 unknown unknown 

 

State-chartered institutions realize greater efficiencies 
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DIVISION OF FINANCIAL SERVICES 
 

4.  Access to Capital.  
Objective:  Colorado’s low income and under-banked consumers have better access to diverse products to meet their needs.       

 

Performance Measure #4 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

1 additional credit union each 
year is designated as a 
community development 
provider.     

Benchmark +1 +1 +1   +1 

Actual 0 -1 Unknown Unknown 

 
Strategy:   

The Commissioner will attend at least two annual events dedicated to educating him about how to award a credit union as a 

community development provider.  The Commissioner will sponsor or participate in an annual training session that will teach credit 

unions how to become a community development provider and how to apply for grants.  Community development designation is a 

status obtained from the federal Nation Credit Union Administration that enables an institution to target low- and moderate-income 

depositors by giving the institution access to grants and additional lending and deposit-taking authorities. 

 

Evaluation of Prior Year Performance: 

One credit union was educated and applied for the designation but it didn't qualify due to the demographic it serves.  Its consumers 

didn't meet the federal definition of a "low income" population.  As credit unions consolidate to serve larger communities, the low 

income designation will be more difficult to attain.  One community development designated credit union failed this year.  No 

community development events were held this year. Ongoing negative economic conditions related to the "Great Recession" have 

resulted in slowing the industry's interest in obtaining this designation.  No community development events were held this year.  

This measure was adopted in FY 2010-11 and has continued relevance into the future because it shows how the Division’s 

performance translates to increased community development.   

 

Key Workload Indicators:  Relevant workload indicators to this measure include:  
 Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Number of community development provider credit unions 0 0 0 0 

 

Assist Colorado’s low income and under-banked consumers 
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DIVISION OF FINANCIAL SERVICES 
 

5.  Economic Environment.  
Objective:  Public confidence is promoted by the safe and sound conduct of state-chartered credit unions, life care institutions, and 

savings and loans.     
 
 

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12  

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

New Measure:  Complete 
100% of Mandated Exams 

Benchmark 100% 100% 100% 100% 

Actual 100% 100% Unknown Unknown 

 
Strategy:  The Division maintains an ongoing watch list to track financial institutions that exhibit increased 

safety and soundness risk.  48 on-site examination visits were conducted, and the Division continued to 

enhance its off-site monitoring software that it developed in-house. 

 

 

 

Evaluation of Prior Year Performance: 100% of examinations mandated by statute and policy were 

completed.  This measure is expected to have continued relevance because it illustrates how the Division’s 

performance translates to increased consumer confidence.  

 

 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 

 
 Actual Actual Estimate Estimate 

Number of examinations FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Conducted 39 34 30 30 

 

  

100 percent of examinations mandated by statute and policy were completed 
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DIVISION OF INSURANCE  

1.  Complaint Resolution.  
Objective:  Timely resolution of complaints allows consumers to get the insurance they paid for to protect their assets.       
 

Performance Measure #1 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

85% of consumer complaints 
will be resolved within 90 
days.   

Benchmark 85% 85% 85%       85% 

Actual 82.2% 89.6% Unknown Unknown 

 
Strategy:  We have shortened the companies’ response time to consumer complaints, analysts are evaluated on the timely handling 

of complaints in accordance with the 90-day goal; Consumer complaints and response times are monitored and reported monthly.   
 

 

 

 

 

 

 

 

 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 

 
Actual Actual Estimate Estimate 

 
FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Complaint Files Opened 2,983 3,186 3,500 3,500 

Auto Protests Received 1,276 1,043 1,300 1,300 

Consumer Complaints/Average Days Open  82 55 80 80 

Protests/Average Days Open 50 55 50 50 

 

  

Shortened the companies’ response time to consumer complaints 

 

Evaluation of Prior Year Performance: For FY 2011-12, the Division's performance met the benchmark.  The Consumer 

Affairs returned $12,570,924 to consumers and closed 4,127 complaints. 89.6% of the complaints were resolved within 90 

days, with an average of 56 days for all complaints. 
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DIVISION OF INSURANCE 
 

2.  Carrier Stability.  
Objective:  Colorado’s consumers and economy are protected through competitive and stable insurance carriers.     
 

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of examinations, analyses, and 
processes comply with national financial 
and market regulation standards and 
statutory requirements.     

Benchmark 100% 100% 100%  100% 

Actual 100% 100% Unknown Unknown 

 

Strategy:   

The Division has adopted the NAIC standards and state requirements, and assesses and adjusts as changes 

occur to NAIC or state standards throughout the year.  The Division updates rules, regulations, and bulletins 

related to state and national standards on an as needed basis.   
 
Evaluation of Prior Year Performance:  

During FY 2011-12, the goal of 100% was met.  During 2011-12 the Division continued to review, repeal and 

amend all of Colorado DOI  Regulations per Directive of the Governor.  This measure was adopted in FY 

2010-11 and has continued relevance into the future because it shows how the Division’s performance 

translates to insurance carrier stability.  

 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include:  
 

 
Actual Actual Estimate Estimate 

Market Regulatory Actions FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Level 1 Market Analysis reviews 14 15 0 0 

Other Market Regulatory Actions 17 17 20 20 

Market Regulation Planning Meetings 2 2 4 4 

Market Regulation Reports; Surveys; Data Calls and MCAS 469 15 14 14 

Protection through competitive and stable insurance carriers 
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DIVISION OF INSURANCE 
 

3.  Consumer Outreach and Education.  
Objective:  Consumers are educated about responsibilities, rights and choices, and the complaint resolution process.     

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

10% increase in the number 
of consumers reached through 
speaking engagements 

Benchmark N/A N/A 10%  10% 

Actual 3,089 
baseline 

1,992 Unknown Unknown 

 

 

Strategy:  Staff will be educated about key messages. Key messages are incorporated in all printed 

material: brochures, handouts, signage, trade show booth design, etc. Key messages are incorporated in 

website design and information. Key messages are included in talking points, speeches, panel 

discussions. Availability of the complaint resolution process will be highlighted on the web and in one-

on-one contact with consumers.   
 

Evaluation of Prior Year Performance:  The Division continued to conduct consumer education and 

outreach activities. Staff made 91 presentations in FY 11-12, a 216% increase in the number of 

presentations.  However, many of these were made to mixed groups of industry representatives and 

consumers. Therefore, we cannot specify the number of presentations the Division made for only 

consumers. In FY 11-12, the Division reached 1,992 consumers, a 58% decrease from the 3,089 

consumers we reached in the previous year.  

 

Key Workload Indicators:  During FY 2011-12, the Division conducted 91 presentations and reached 

1,992 consumers. 

  

It’s all about customer outreach and education 
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DIVISION OF INSURANCE 
 

4.  Business Education.  
Objective:  Insurance providers and companies can access the regulatory process in a timely and efficient manner.     

 

Performance Measure #4 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

In 2010, 100% of all required 
filings are done electronically. 

Benchmark 100% 100% 100%  100% 

Actual 96% 97% Unknown Unknown 

 
Strategy:   

The Division has enacted rules, regulations, and bulletins with regard to electronic filing requirements.  The Division will contact 

and communicate with the company/individual to determine why they have not followed electronic filing requirements; 

 

Evaluation of Prior Year Performance: 

 

The Division has worked with stakeholders to increase electronic filings and reduce paper documents, and continues to make 

progress towards the benchmark.  For example, PDF documents are required to be submitted if the data can be entered in 

electronically. Captured PDFs on the website are being moved to imaging system for more permanent storage solution. 

  

Key Workload Indicators:  Several different workload indicators that are related to this measure are currently collected and tracked, 

ranging from insurance rate filings to premium tax filings to financial statements.  These appear in the Department Description.   

Working with stakeholders to increase electronic filings and reduce paperwork 
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1.  Dispute Resolution.  
Objective:  Consumers are protected through timely and fair resolution of complaints and disputes and other issues among and between utilities 

and consumers.     
 

Performance 
Measure #1 Outcome 

FY 10-11 
Actual 

FY 11-12 
Actual 

FY 12-13 
Approp. FY 13-14 Request 

95% of informal 
consumer complaints 
resolved in 15 business 
days.     

Benchma
rk 

95% 95% 95%   95% 

 
Actual 95% 97.5% Unknown Unknown 

 
 

Strategy:  Consumer Affairs staff is trained in proper complaint handling procedures.  Timeliness of complaint 

resolution is tracked through the Consumer Complaints Tracking System.  Work with regulated utilities to ensure 

information is provided to staff and consumers in a timely fashion. 
 

Evaluation of Prior Year Performance:  Performance during FY 2011-12 met the benchmark of 95%.  The consumer affairs unit 

was short one FTE for three months due to a FML situation, but still met the 95 percent standard. The unit also saved consumers 

$279,023 through its intervention with regulated utilities. 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 

 
Public Utilities Commission Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Fixed Utilities     
  Complaints Close 1,932 1,720 2,000 2,000 

Transportation     

  Complaints Closed 575 569 300 300 

  Investigations Closed 322 386 325 325 

Consumers are protected through timely and fair resolution of complaints 
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2.  Economic Oversight.  
Objective:  Colorado utilities maintain financial viability through just and reasonable rates.     

Performance Measure #2 Outcome FY 10-11 Actual FY 11-12 Actual FY 12-13 Approp. FY 13-14 Request 

Measured over a 5-year period, the 
savings the PUC secures for 
consumers outweighs the cost of the 
agency.       

Benchmark   5 year net savings 5 year net savings 

Actual $85.4 million ($6.63 in 

savings for every $1 

expended) 
 

$142.1 million ($11.09 

in savings for every $1 

expended) 

Unknown Unknown 

Strategy:  Vigorously analyze rate filing data to ensure the filing is justified and the resulting rates are reasonable.  Negotiate 

settlements with utilities on rate cases when appropriate.  Compare Colorado utilities “rate of return” with other national utilities to 

ensure rates are providing the companies the opportunity to earn a profit and thus maintain financial viability. Track savings for 

consumers as a result of complaint resolution.  Savings is calculated by comparing what a utilty desires to charge consumers versus 

what the utility is permitted to charge consumers, and tracking this over a 5 year period ensures that regulatory activities consistently 

provide meaningful financial benefit.  The benchmark seeds to compare measurable regulatory costs with measurable benefits. 
 

Evaluation of Prior Year Performance:  In FY 2011-12, performance under the new measure was good.  The accounting for savings in 

utility rate regulation is complex because rates are often in effect over periods crossing several fiscal years.  The Commission ruled 

on 5 rate cases (4 electric and 1 gas) in the past fiscal year approving $91,630,772 as compared to the $237,352,919 requested.  The 

savings in the 2011-2012 fiscal year for the rate cases decided was $67,919,364 (additional savings will occur in subsequent years).  

There was continuing rate savings of $73,191,707 from prior years.  The Commission also authorized refunds totaling $990,623 to 

customers for quality of service issues and complaint resolution. Commission decisions in effect over the past fiscal year resulted in 

$142,101,694 in savings to customers.  The total budget for the PUC for fiscal year 2011-2011 was $12,817,024 (excluding pass-

through program dollars).  The result was $11.09 in customer saving for every $1.00 expended.   
 

Key Workload Indicators:  Relevant workload indicators to this measure include: 
 Actual Actual 

 FY 10-11 FY 11-12 

Savings (in millions) $85.4 $142.1 

Costs (in millions)* $12.1 $12.8 

*Pass-through funding is no longer included in this measure as it is not an applicable PUC cost.  
 

Colorado utilities maintain financial viability through just and reasonable rates 
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PUBLIC UTILITIES COMMISSION 

3. Outreach.  
Objective:  

Consumers and utilities are educated about their rights and responsibilities and the effect of PUC decisions.     

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of outreach is 
consistent with the key 
messages of consumer 
protection, education and 
public participation.     

Benchmark 100% 100% 100%   100% 

Actual 100% 100% Unknown Unknown 

 

Strategy:  Consumers are provided the opportunity to address the Commission at every weekly meeting and prior to all major rate 

cases a public hearing is held.  The Commission holds frequent information meetings to educate the public on important utility 

issues.  The Commission regularly publishes and revises “Consumer FYI” publications, which inform ratepayers how PUC 

decisions will affect them.  The Commission holds town meetings when feasible.  All these interfaces with the public present 

opportunities to reinforce the messages of consumer protection and to educate them.  The benchmark is that all outreach includes 

these message because outreach that does not include them does not educate utilities and consumers about rights, responsibilities, 

and the effect of PUC decisions. 

 

Evaluation of Prior Year Performance:  In FY 2011-12, performance under the new measure was good.  The PUC held 3 public 

hearings, 10 Commissioner Information meetings and published or revised 4 Consumer FYI publications during the fiscal year. 

Public comment was invited at every weekly meeting.  This measure was adopted in FY 2010-11 and has continued relevance into 

the future because it shows how the Division’s performance translates to consumer protection through education of consumer and 

utility responsibilities.  

 
Key Workload Indicator: No workload measures presently collected are thought to clearly relate to this measure. 

 

Educataion about rights and responsiblities 
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Evaluation of Prior Year Performance: During FY 2011-12, performance under the new measure was just shy of the 

benchmark at 91.9%.  No major program changes have been conducted since FY 10-11 except for transfering and creating a 

new pipeline safety inspector position. Federal-State safety certification requirements and program guidelines require 

minimum inspection time and qualified inspectors to perform pipeline safety inspections of intrastate pipeline operators. The 

federal on-site audit of PUC Pipeline Safety Program was conducted during the week of April 16, 2012. A formal "results 

letter" has not been received as of October 2012. Highlights of the audit found revisions to the state inspection form are 

required, and a final "close out" process must occur. Pipeline inspections must be based on a risk-ranking basis.  Less focus on 

rural gathering will occur, and more attention will be paid to risk-based processes. 

 

This measure was adopted in FY 2010-11 and has continued relevance into the future because it shows how the Division’s 

performance results in reliable and safe utilities.  

 

PUBLIC UTILITIES COMMISSION 

 

4.  Safety and Compliance.  
Objective:  Utilities provide reliable, safe, equitable, adequate, and quality services.     

 

Performance Measure #4 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% score from the Office of 
Pipeline Safety annual review.       

Benchmark 100% 100% 100%   100% 

Actual 100% 91.9% Unknown Unknown 

 
Strategy:  Pipeline inspectors spend at least the minimum required time in the field and follow approved pipeline safety inspection 

procedures and conduct thorough investigations of jurisdictional incidents.  Similarly, transportation safety and rail safety inspectors 

follow appropriate federal and state laws and procedures in conducting inspections and safety audits. 
 

 

 

Key Workload Indicators:  No specific workload indicator is thought to be relevant given the nature of the measure. 

Utilities provide reliable, safe, equitable, adequate, and quality services 
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PUBLIC UTILITIES COMMISSION 

5.  Motor Carrier Permits.  
Objective:  All over-the-counter applications are timely processed to verify qualifications to operate.     

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Process 100% of completed applications 
within 5 business days of receipt.       

Benchmark 100% 100% 100%  100% 

Actual 100% 100% Unknown Unknown 

 
Strategy:  Customer Care staff is trained in proper application processing procedures.   Timeliness of application processing is 

tracked through the Operating Rights system.  Application processing is contingent upon the filing of proper proof of 

insurance.  This process is no longer reliant upon the mail, as all proof of insurance filings are now electronically filed with an 

accuracy rate of 99%. 

 

Evaluation of Prior Year Performance:  In FY 2011-12, performance under the new measure was good.  Upon receipt of a complete 

over-the-counter motor carrier application, the average processing time was 1 business day.  100% were processed within 5 business 

days. This measures how the Division’s timely performance ensures consumer protection through verification of motor carrier 

permits.    

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
Public Utilities Commission  Actual Actual Estimate Estimate 

  FY 10-11 FY 11-12 FY 12-13 FY 12-13 

Transportation      
Authority Applications Processed – Intrastate Regulated Carriers  104 193 110 110 

Permits, Registrations and Stamps Processed/Issued  17,639 7,748 8,000 8,000 

Staff is properly trained in application processing procedures 
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Division of Real Estate 
 

1.  Enforcement.  
Objective:  Coloradans are protected by vigorous and consistent enforcement of applicable laws, thereby creating a level and 

equitable playing field for the consumer and regulated professions.     

 

Performance Measure #1 Outcome FY 10-11 Actual FY 11-12 Actual FY 12-13 Approp. FY 13-14 Request 

60% of all complaints closed within 180 
days. Any complaints not closed within 
180 days are considered “backlog.”       

Benchmark 75% within 180 days 75% within 180 days 60% within 180 days 60% within 180 days 

Actual 75% Real Estate 
97% Mortgage Brokers 
93% Appraisers 

88% within 180 days Unknown Unknown 

 

Strategy:  The Division of Real Estate acknowledges complaints within three business days of receipt. 

Complainants are notified of investigator assignment within five business days.  85% of cases are investigated 

within 180 days.  Cases are investigated, on average, within 144.5 days of complaint receipt.  Cases are represented 

to the respective board or commission within 60 days of investigation, as the board and commissions are currently 

on a bimonthly meeting schedule.  Cases are referred to the Expedited Settlement Program within one day of a 

disciplinary decision, and the program resolves complaints, on average, within 56 days.  88% of complaints are 

resolved within 180 days.   

 
Evaluation of Prior Year Performance:  During FY 2011-12, performance of investigations was good, and 88% of 

complaints were closed within 6 months.  This measure is expected to have continued relevance because it 

illustrates how the Division’s performance translates to consumer protection through enforcing compliance of applicable laws.   

 

Key Workload Indicators:  Closed cases will be the most important indicator for this measure and will be reported in future years.  

Presently collected workload indicators thought to be relevant to this measure include: 
 

DIVISION OF REAL ESTATE Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 12-13 

Complaints in Progress 490 260 325 325 

Complaints Received (respondents) 1,465 1,100 1,225 1,225 

   Completed Investigations (respondents) 1,122 1,061 1,125 1,125 

 

 

Coloradans are protected by vigorous and consistent enforcement of applicable laws 
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Division of Real Estate 
 

2.  Outreach.  
Objective:  Stakeholders are educated to ensure the public and regulated community know and can exercise their rights and 

responsibilities      

 

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 
Actual 

FY 12-13 
Approp. 

FY 13-14 
Request 

Increase number of web hits 
by consumers by 10%.         

Benchmark 10% 10% 10% 10% 

Actual 124% (18.5)% New Measure New Measure 

 

Strategy:   

The Division of Real Estate will sponsor outreach events, increase correspondence with consumers and consumer groups, enhance 

media relations, and the Division will include the DORA mission, its jurisdiction, and any applicable mandates. 

 

Evaluation of Prior Year Performance:   

During FY 2011-12, performance under the measure was reduced and resulted in a net negative for the year of 18.5%.  The Division 

of Real Estate published four newsletters that are posted to the Division's website and sent to interested parties.  The Division sent 

45 email blasts to interested parties pertaining to regulatory changes or general real estate information.  The Division published the 

Colorado Real Estate Manual, an annual publication.  Exerpts are posted to the Division website which include statutes, rules and 

position statements.  During the first two quarters of FY 11-12, there was a significant increase in website traffic primarily 

attributable to implementation of HOA registration program and mortgage loan originator license renewals.  Website traffic over this 

period increased 55.5% over the prior year, far exceeding the measure.  However, traffic declined 66.8% in the last two quarters 

versus the prior year, resulting in an overall website traffic decrease of 18.5%.  Overall it appears that growth has significantly 

moderated after cumulative increases.  While the Division believes the significant website traffic increase in the January-June period 

reflects successful outreach efforts regarding legislative change, it nevertheless must report performance calculated to include the 

whole year.  The applicability of this measure will be examined further as the Department transitions to Strategic Operational 

Planning efforts.  

 

Key Workload Indicators:  During FY 2011-12 the total number of web hits by consumers to the Division website was 14,696,092. 

Division of Real Estate will sponsor outreach events 



November 1, 2012 Page 49 Department of Regulatory Agencies 

DIVISION OF REAL ESTATE 

3.  Proactive Regulation.  
Objective:  Proactive and interactive outreach with stakeholders leads to necessary regulation.   

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Staff for the Board of Mortgage Loan Originators 
and the Board of Real Estate Appraisers will each 
conduct two annual training sessions for the 
industry and consumers to address the regulatory 
changes created by the enactment of the Dodd-
Frank Act.         

Benchmark 2 2 2 2 

Actual 16 48 Unknown Unknown 

 

 

 

Strategy:  Staff for the Board of Mortgage Loan Originators and the Board of Real Estate 

Appraisers will each conduct two annual training sessions for the industry and consumers to 

address the regulatory changes created by the enactment of the Dodd-Frank Act.  It is expected 

that this measure will provide a better and more meaningful illustration of Division efforts to 

involve and conduct outreach that helps inform regulation.   
 

Evaluation of Prior Year Performance:  Staff participated in 48 speaking engagements to real 

estate appraisers, mortgage loan originators and real estate brokers that included discussions on 

the regulatory changes created by the passage of the Dodd-Frank Act. 

 

Key Workload Indicators:  The number of training sessions was 48 for FY 2011-12.  

Proactive and interactive outreach with stakeholders 
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DIVISION OF REAL ESTATE 
 

4.  Timely Access.  
Objective:  All license applications and renewals are efficiently processed.       

 

Performance Measure #4 Outcome FY 10-11 Actual FY 11-12 Actual FY 12-13 Approp. FY 13-14 Request 

Applicable license applications 
are processed within 3 
business days of receipt of 
completed application. 

Benchmark    75% within 3 days    75% within 3 days 75% within 3 days 75% within 3 days 

Actual 95% within 3 days 92% within 3 days Unknown Unknown 

 
Strategy:  To meet this measure the Division of Real Estate first intends to ensure smooth implementation of the new mortgage 

broker regulatory program.   The division also is focusing on resolving fingerprint problems and ensuring applicants are educated on 

obtaining E&O coverage.  The licensing applications will be redesigned for better efficiency, an on-line application will be designed 

for the mortgage broker program, credit card processing will be implemented for renewal applications and a cash management 

process will be created and implemented. 
 

Evaluation of Prior Year Performance:  The Division surpassed the benchmark during FY 2011-12 at 92%.  The Division processes 

92% of complete applications for licensure within three business days of receipt, with 100% of complete applications processed 

within four business days.   

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
DIVISION OF REAL ESTATE Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

New Broker Licenses Issued 1,634 1,590 1,575 1,575 

New Corporations/Partnerships 404 409 415 425 

Broker License Renewals 10,660 10,777 10,750 10,750 

New Subdivisions 8 8 8 8 

Subdivision Renewals 117 98 100 100 

New Appraisers—Certified General 54 58 50 50 

   New Appraisers—Certified Residential 63 38 40 40 

New Appraisers—Licensed 15 10 10 10 

New Appraisers—Registered 66 58 50 50 

Appraisal Renewals 1,031 970 1,000 1,000 

All license applications and renewals are efficiently processed 
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DIVISION OF REAL ESTATE 
 

5.  Complaint Processing.  
Objective:  Consumer complaints are resolved in a manner ensuring consumer confidence in the process while preserving market 

integrity.         

 

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Complaints are investigated and referred to the 
Real Estate Board, Commission or Division Director 
for action or dismissal within 180 days of receipt of 
the complaint.  Any complaints not completed 
within 180 days are considered “backlog.” 

Benchmark 100% 100% 95% 95% 

Actual 85% 85% Unknown Unknown 

 
Strategy:   

The Division of Real Estate intends to meet this performance measure through streamlining the complaint process across all 

programs.  At the intake phase acknowledgement of the complaint will be made within five business days.  The project manager will 

then review and assign the complaint to an investigator within five business days and the complainant will be notified.  

Investigations will be completed within six months of intake.  After the investigation is complete the program manager will review 

the investigation and determine how to handle it and what recommendations will be made to the commission, board or director 

within five business days.  Fining matrices will be created and published for all three programs housed within the division to ensure 

recommendations and final results are consistent and properly tracked.  Cases will be presented to the commission, board or director 

at a maximum of 30 days after the investigation is complete.  The resolution of cases will be complete within five days and may 

include referral to the Office of the Attorney General or sending out a settlement agreement to the respondent.  Final disposition of 

cases may take up to three months after the investigation is complete if a case goes to hearing or is referred to another regulatory 

agency.  Payment policies for efficient compliance will be established for the final disposition stage and respondents will be notified 

of non-compliance within five business days. 

 

 

 

 

 

Consumer complaints are resolved in a manner ensuring consumer confidence 
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Evaluation of Prior Year Performance: 

The Division of Real Estate investigated 85% of complaints within 180 days.  The average number of days that it took to complete 

an investigation was 144.5 days.  The Division began implementing LEAN into its investigative process in April.  Through 

modifications in process, the Division expects to complete investigations faster, although with the benefit of several years collecting 

data it believes that 95% is the optimum that can be achieved due to the fact that some investigations are extremely complex, and are 

not likely to be resolved within 180 days for reasons outside the Division’s control, including the subpoena process, legal tactics 

employed by respondents, and the time it takes to locate certain individuals including complainants.  This process has continued into 

the new fiscal year and we are seeing the anticipated results as 90% are investigated within 180 days. 

 

This measure is expected to have continued relevance because it illustrates how the Division’s performance translates to timeliness 

of processed applications, efficiently keeping the regulation process moving to protect consumers. 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
DIVISION OF REAL ESTATE Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 12-13 

Complaints in Progress 490 260 325 325 

Complaints Received (respondents) 1,465 1,100 1,225 1,225 

   Completed Investigations (respondents) 1,122 1,061 1,125 1,125 

  

Complaint processing continued…… 
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DIVISION OF PROFESSIONS AND OCCUPATIONS 
 

1.  Complaint Resolution.  
Objective:  Consumer complaints are resolved in a timely and accountable manner.   

 

Performance Measure #1 Outcome 
FY 09-10  

Actual 
FY 11-12 
Actual 

FY 12-13 
Approp. 

FY 13-14 
Request 

In the Office of Investigations, 95% of 
High Priority cases will be investigated 
within 90 days and 90% of Standard 
cases will be investigated within 180 
days.           

Benchmark 95% / 90% 95% / 90% 95% / 90%  95% / 90% 

Actual 100% / 93% 95% / 94% Unknown Unknown 

 
Strategy:   

 

The Division will continue to monitor cases assigned to staff in the Office and will reassign 

cases when necessary in order to meet the measure.  The Division will also evaluate the 

measure to determine if the target of 180 days is appropriate. 
 

Evaluation of Prior Year Performance: 

 

In FY 12, the Office of Investigations received 31 fewer cases than in FY 11.  However, the 

Office investigated 73 more cases than in FY 11.  The Division is pleased that the Office 

exceeded its strategic measures, while continuing to perform high quality investigations.  This 

measure is expected to have continued relevance because it illustrates how the Division's 

performance translates to timely resolution of consumer complaints in an effort toward 

consumer protection.  

 

Key Workload Indicators:  During FY 11-12 the Division of Professions and Occupations 

processed 5,208 complaints.  This compares to 5,539 in FY 10-11 and 5,422 in FY 09-10. 

 

  

Consumer complaints are resolved in a timely and accountable manner 
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DIVISION OF PROFESSIONS AND OCCUPATIONS 
 

2.  Consumer Education.  
Objective:  Consumers are educated about their rights and ways in which to access the Division and its services.   

 

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

100% of Boards and Programs will conduct 
outreach to consumer groups on DORA's 
mission, filing a complaint and ALISON.          

Benchmark 100% 100% 100%  100% 

Actual 100% 100% Unknown Unknown 

 
Strategy:   

 

The Division will continue to dedicate staffing and fiscal resources for education and outreach, rely upon technology to gather 

consumer feedback and work internally with the Department to develop consumer feedback models. 

 

Evaluation of Prior Year Performance: 

 

In FY 12, 100% of boards and programs within the Division conducted consumer outreach by providing public information sessions 

and webinars, writing articles for outside publications and by participating in conferences, community fairs and other events.  Some 

of the major events throughout the year included the Jeffco Safety Awareness Day and the 9Health Fair.  These events focus on the 

Division as a whole and educate consumers about the mission, resources and smart consumer tips.  Some boards and programs 

conducted dedicated outreach such as the 5280 article on mental health professions; the “Scope of Care” learning event at the 

Colorado Trust; Elder Abuse Roundtables; and meeting with Colorado Drug Investigator Association to educate drug unit 

commanders about medical marijuana and the Colorado Medical Board.  The measure continues to have relevance into the future as 

it demonstrates how the Division’s performance translates to consumer awareness and the usage of services provided by the 

Division. 

 

Key Workload Indicators:  No presently collected workload indicator is thought to relate to this measure specifically. 

 

 

 

Dedicated staffing and fiscal resources for education and outreach 
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DIVISION OF PROFESSIONS AND OCCUPATIONS 

 

3.  Fair Standards.  
Objective:  Public health, safety and welfare are enhanced through fair and consistent oversight and enforcement of regulatory 

standards.         

 

Performance Measure #3 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

20% increase in the number of programs that 
will evaluate complaints and develop targeted 
outreach to licensees and consumers.           

Benchmark +20% +20% +20%  +20% 

Actual 12.5% 
increase 

36% 
increase 

Unknown Unknown 

 

Strategy:  The Division will continue with the current strategy. The eight Boards that met the measure in FY10 will continue 

providing targeted outreach. Additional Boards and Programs will evaluate complaints and determine and provide the best type of 

outreach for their respective professional organizations and licensees. 

 

Evaluation of Prior Year Performance: 

 

In FY 12, this goal was exceeded as there was a 36% increase in boards and programs participating over FY11.  The Office of 

Outfitters Registration provides just one example of identifying the issues and providing outreach to the appropriate entities.  The 

biggest issues for outfitters are unregistered practice and violations with other state and federal agencies.  Therefore, staff prepared 

articles for the annual renewal newsletter and presented information to BLM regional officers and the industry's association. 

 

Key Workload Indicators:  Given the qualitative nature of this measure, no presently collected workload indicator is thought to 

relate to this measure specifically. 

  
 

  

Consumer complaints are resolved in a timely and accountable manner 
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DIVISION OF PROFESSIONS AND OCCUPATIONS 
 

4.  Timely Access.  
Objective:  The public is protected by licensing qualified applicants in a timely and efficient manner.         

 

Performance Measure #4 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

90% of qualified applicants are licensed or 
approved for exam within 14 days of receipt of an 
application that includes all required 
documentation.         

Benchmark 90% 90% 90%  90% 

Actual 90% 90% Unknown Unknown 

 *Based on reporting limitations of the current licensing system, 92% is based on a small statistical sample using available information as noted below  

 

Strategy:   

The Division will use online applications and credit card payments as well as the electronic 

transmission of application and examination data to help speed up the process.  The Division 

will work with the Office of the Attorney General, Boards and Committees to achieve the 

Strategic Result.  The Division will continue to (1) facilitate acquisition and implementation of 

a new licensing system that will allow applicants to submit online applications and credit card 

payments, (2) investigate electronic transmission of application, examination and other data to 

help speed up the process, (3) provide outreach and education to applicants regarding the 

licensing process and (4) work towards generating more reliable reporting of data. 

 

 

Evaluation of Prior Year Performance: 

 

In FY 12, 90% of the applications were processed in far fewer than 14 days (9 days).  This percentage is based on a sampling of 

approximately 6,000 applications due to the reporting limitations of the current licensing system. As mentioned previously we are 

continuing in our efforts to implement the new licensing system; however the sample is thought to be sufficiently representative to 

document performance relative to the target. 

 

Key Workload Indicators:  The Division issued 32,931 new licenses and 208,871 renewal licenses in FY 11-12.  This compares to 

34,431 and 110,094, respectively, in FY 10-11.  

The public is protected by licensing qualified applicants in a timely manner 
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DIVISION OF PROFESSIONS AND OCCUPATIONS 
 

5.  Efficient Government.  
Objective:  Efficiency and security are improved through the use of technology.     

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

90% of Boards and Programs use 
electronic means for distribution of 
agenda packets.         

Benchmark 90% 90% 90%  90% 

Actual 57.5% 96% Unknown Unknown 

 

 

 

Strategy:  When the Strategic Plan was initiated, this measure to increase the 

boards or programs by 50% made sense since there were very few that used 

electronic means to distribute their meeting agendas.  However, the Division 

is at the point now where it makes more sense to achieve an overall 90% 

conversion rate.  This would also give the reader a better idea of where the 

Department is with regard to attaining the result targeted by the original 

measure.   

 

Evaluation of Prior Year Performance:  The previously existing measure to 

increase the boards or programs by 50% made sense in prior reporting 

periods since there were very few that used electronic means to distribute 

their meeting agendas. However, this past year the Division was at a point 

where it was more meaningful to achieve an overall 90% conversion rate, 

given the cumulative nature of prior year increases. As such, by the end of 

FY 12, 32 of 33 boards (96.9%) were using paperless agenda packets for 

these meetings, and the measure has therefore been met. 

 

Key Workload Indicators:  At the end of FY 2011-12, 32 of 33 boards 

(96.9%) were using paperless agenda packets for these meetings.  

Effective use of technology helps to improve efficiency and security 
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DIVISION OF SECURITIES 
 

 

1.  Licensing.  
Objective:  Colorado Consumers are protected from investment fraud through fair and just enforcement of licensure standards for 

stockbrokers and investment advisors.         

 

Performance Measure #1 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Contact for additional information all 
broker-dealers who have special review 
applications pending for stockbrokers 
within one week of receipt of the 
application by the Division. 
 

Benchmark 125 125 125 125 

Actual 546 454 Unknown Unknown 

 

Strategy:  A monitoring system will identify special review applications and monitor those in need of additional information.  Once 

established, additional information will be requested. 
 

Evaluation of Prior Year Performance: 

 

In FY 2011-12, performance under the new measure was excellent.  The monitoring 

system tracked 454 special review applicatioins for securities licenses.  Of the 454 

applications, 286 applications, or 63%, resulted in no license being granted.  Of the 

454 special review applications, 7 licenses were issued to individuals who are subject 

to special conditions for their activities in Colorado. 

 

This measure was adopted in FY 2010-11 and has continued relevance into the future 

because it shows how the Division’s performance protects consumers through 

enforcement of regulation and licensing standards.   

 

  

Colorado consumers are protected from investment fraud 
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Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
DIVISION OF SECURITIES Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Broker-Dealer and Investment Adviser Licensing     
(SEC = Securities and Exchange Commission)     
SEC Broker-Dealer Applications 147 158 155 155 

Investment Adviser Applications 258 417 300 300 

SEC Broker-Dealer Renewals 2,205 2,181 2,200 2,200 

Investment Adviser Renewals 2,136 2,137 2,200 2,200 

Non-SEC Broker-Dealer Applications 4 1 2 2 

Non-SEC Broker-Dealer Renewals 10 11 6 6 

Sales Representative and Investment Adviser Representative Licensing 

(FINRA = Financial Industry Regulatory Authority)     
FINRA Sales Representative Applications 41,072 35,558 35,500 35,500 

FINRA Sales Representative Renewals 153,576 163,818 155,000 155,000 

FINRA Disciplinary Withdrawals 292 286 300 300 

Non- FINRA Sales Representative Applications 15 15 20 20 

Non- FINRA Sales Representative Renewals 10 12 20 20 

Investment Adviser Representative Applications 2,449 2,072 2,100 2,100 

Investment Adviser Representative Renewals 9,522 9,743 9,550 9,550 

 

Division of Securities…Licensing continued….. 
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DIVISION OF SECURITIES 
 

2.  Examinations.  
Objective: Investors are protected from dishonest and unethical sales practices through examinations, which ensure that brokerage 

and investment advisory firms comply with the law.         

 

Performance Measure #2 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Annually examine 145 licensed 
Investment Advisor Representatives and 
brokerage firms in Colorado.         

Benchmark 125 125 145 145 

Actual 65 110 Unknown Unknown 

 

 

Strategy:  The Division received two additional examiners beginning in FY 10-11, which will 

significantly increase improvements during FY 2010-11 in order to accomplish this measure.   
 

Evaluation of Prior Year Performance:  In FY 2011-12, although the Division achieved its goal of 25 

exams per year per examiner, it performed 110 exams, or 76% of its goal due to vacancies within the 

examination staff. 

 

This measure was adopted in FY 2010-11 and has continued relevance into the future because it shows 

how the Division’s performance protects consumers through enforcement of regulation and licensing 

standards.   

 

 

 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
DIVISION OF SECURITIES Actual Actual Estimate Estimate 

 FY 10-11 FY 11-12 FY 12-13 FY 13-14 

Field Examinations 65 110 145 145 

     

Protecting against dishonest and unethical sales practices 
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DIVISION OF SECURITIES 

 
3.  Enforcement.  

Objective:  Colorado Consumers are protected by deterring investment fraud activity through timely and thorough investigations and 

enforcement actions.        

Performance Measure #4 Outcome 

FY 10-11 

Actual 

FY 11-12 

Actual 

FY 12-13 

Approp. 

FY 13-14 

Request 

Upon receipt of a complaint, 
within 15 days make a 
determination as to whether 
justification exists to open an 
active investigative case.           

Benchmark 100% 100% 100%  100% 

Actual 95% 90% Unknown Unknown 

 

Strategy:  Once the complaint form is received, a review will be performed to determine if there is a violation of the Colorado 

Securities Act.  If so, an investigation will be opened.  If not, the staff will attempt to refer the complaint to the appropriate 

regulatory or law enforcement agency. 
 

Evaluation of Prior Year Performance:   In FY 2011-12, performance under the new measure was good, and the Division achieved 

90% of the complaints received, just shy of the 100%.  Performance was slightly less than the prior year due to staffing vacancies 

during the year. 

 

Key Workload Indicators:  Relevant workload indicators to this measure include: 

 
DIVISION OF SECURITIES Actual Actual Estimate Estimate 

 FY 10-11* FY 11-12 FY 12-13 FY 13-14 

Enforcement Statistics and Projections     
Total Caseload 175 161 175 175 

New Cases 137 136 140 140 

Files Closed 129 113 130 130 

Total Legal Actions 171 136 150 150 

*Note:  FY 10-11 data in this table in last year’s plan was in error and has been corrected 

Deterring investment fraud activity 
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DIVISION OF SECURITIES 
 

4.  Investor Education.  
Objective:  Public awareness is heightened about basic financial principles, investor protection issues and regulatory safeguards to 

help make sound investment decisions.         

 

Performance Measure #5 Outcome 
FY 10-11 

Actual 
FY 11-12 

Actual 
FY 12-13 
Approp. 

FY 13-14 
Request 

Increase website use and use of the 
Division’s interactive web games which 
improve investor awareness skills by 
10% 

Benchmark +10% +10% +10%  +10% 

Actual -7% -38% Unknown Unknown 

 
Strategy:   

 

Using DORA's website analysis, a baseline can be established for current statistics of usage.  We 

expect to utilize partners, such as the Jumpstart Coalition, the National Financial Literacy Network, 

and Newspapers in Education, to publicize the availability of the web games in order to generate web 

traffic. 

 

Evaluation of Prior Year Performance: 

 

In fiscal year 11-12, the Division's website had a total number of hits of 735,078 for an average of 

61,257 per month.  This number was a decrease of 38% over FY 10-11.  It is not yet fully understood 

what accounts for this decrease, and if a similar measure is used in the new strategic operational plan 

that is presently being developed, this measure is likely to be modified. 

 

Key Workload Indicators:  Recent actual data includes a website increase of 61% between FY 09-10 

and FY 10-11 (1,284,971 hits), a decrease of 7% in FY 11-12 (1,187,030 hits), and a decrease of 38% 

(735,078 hits). 

 

Public awareness campaign 
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EVALUATION OF SUCCESS IN MEETING BENCHMARKS  

 

In general, the Department fared well in meeting both existing and new measures, although some outreach-related 

measures (particularly web-hits) are experiencing moderating growth and suggest the need for new methods of 

gauging results.  Additionally, based on audit feedback on the existing plan, it is clear that a more easily 

understandable balance between being achievable yet not underestimating the capabilities of a program requires 

diligent attention in the current development of future strategic planning. 

 

First, at the Department level, outreach is a very important element central to consumer protection, and web hits to 

the Department’s site increased 2.9 percent to 205.9 million.  Overall page views increased 29.5% over this same 

period, and total visitors and unique IPs were up 16% and 13% respectively, much higher than prior years.  Increases 

in visitors and unique visitors suggests increased us of DORA’s available online resources.  Divisions uniformly 

report meeting outreach targets.  Public awareness and education about DORA and its programs helps DORA protect 

consumers.  It is believed that if this measure continues in next year’s newly created strategic operational plan, rather 

than reduce the target the measure will be revised to more accurately gauge performance in light of the cumulative 

success the website has already created. 

 

Additionally, the amount of savings and return on investment achieved through regulation, settlements, and rate 

reviews continues to be strong at well over the Department’s 100% target.  DORA’s appropriation and its ultimate 

cost to fee-payers and tax-payers is easily reported, and similarly, the amount of savings being achieved by DORA 

divisions is also tracked.  Comparing DORA’s cost to estimated savings as a performance measure is intended to 

assess the extent to which DORA is meeting its objective to play an active part in improving Colorado’s economic 

environment.  Last year the Department reported an overall savings figure of $142.7 million based on estimated 

savings rates for rate cases, rate approvals, miscellaneous enforcement, and penalties, which reflected a 113.1% 

return on investment compared to a baseline appropriation of $66.9 million.  For FY 2011-12, the savings figure is 

$176.5 million, which compares to a baseline appropriation of $68.0 million and translates to a 159.7% return on 

investment.  Baseline appropriations include costs to operate the Department and its programs, without including 

pass-through and federal funding that does not represent a DORA or State cost.  Savings are estimated and fluctuate 
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by year based on the timing and significance of matters before DORA entities.  It is important to observe that the 

Department’s benchmark conservatively targets that savings exceed costs each year for several reasons.  First, 

annualized savings figures involving rates that remain in place since the date of the original action can recur until 

further rate action, and accumulated savings has a positive influence on estimated annual savings.  This occurs in 

both PUC and the Division of Insurance.  Further, savings can only be estimate based on requested rates.  These 

factors restrict the level of precision available to the Department in characterizing savings.  The Department’s ability 

to report on this indicates that it continues to play an active part in improving Colorado’s economic environment, 

and it signifies that regulated entities and consumers are receiving excellent value for the investment in DORA, 

without seeking to overstate the Department’s value. 

 

In summary, the Department is pleased to report successful performance in many important areas, and intends to 

focus on achieving those pre-existing and new areas where benchmarks have been identified.  The Department’s 

planning efforts are meeting their purpose in serving to realistically define the Department’s targets for success and 

performance in achieving it.  And importantly, many of the Department’s current measures will be replaced via the 

newly developing Strategic Operational Planning process coordinated by the Governor’s Office of State Planning 

and Budgeting. 
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